Scott Road Medical Centre, in association with the Patient Participation Group

PATIENT SURVEY RESULTS 2012
This is the second year we have undertaken a patient survey with the support of the Patient Participation Group.  THANK YOU to all patients who, in December 2012, completed a survey which looked at:

· Contact with doctors and nurses

· The level of satisfaction with other services we offer 
· Communicating with the practice

OUR ACTION PLAN AS A RESULT OF THE SURVEY
You told us that although some of you have noted some improvement in the past year you feel that telephone calls, especially in the morning, should be answered more speedily.  We will

· Improve the speed at which telephones are answered.

· Review the telephone system as a whole once in a position to do so ie the new mechanisms are in place to support us in this task within the local NHS system
· Recruit an additional member of staff so that there are 3 receptionists and a reception manager working at our busiest time.
You told us for a second year that although many of you are happy to use modern technology you have not signed up to book appointments and repeat prescriptions on line and that our website continues to be underused.

· Review and revise our website so as to include more information of relevance to patients

· Continue to inform and encourage patients to sign up for on-line access and to make it as easy as possible for them to do this
The survey reinforced that many patients could still be better informed about how the practice works. To build on work already started in 2011/12 we will:

· Bring the updating of our website ‘in house’ so that it can be kept more up to date and contain more information which will help patients
· Review our communication plan, first devised in 2012
· Continue to update and develop our Frequently Asked Questions folders available in all waiting areas

· Respond to feedback given by patients via our comments boxes

We will use the website, patient newsletter and TV screen in the main waiting room to update you of progress and developments.

************************************************************************************************************************************

1.
ACCESS TO DOCTORS AND NURSES

Speaking to Doctors on the telephone

Patients were asked how easy was it to speak to their usual doctor on the ‘phone?  

1 = very difficult and 5 = very easy
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Although over 49% of those who had needed to speak to their usual GP on the telephone in the past 6 months rated this as very easy or easy, 32% rated it as difficult or very difficult.  The negative comments focussed on the fact that the majority of doctors now work part-time and therefore their availability is limited, resulting in patients having to wait longer than they would prefer to.  
Speaking to a Nurse on the telephone

Patients were asked how easy was it to speak to a nurse on the ‘phone’
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Less than half of those completing the questionnaire had spoken to a nurse in the past 6 months.  Of those that had 43% reported this as very easy to do.

Seeing the Doctor you prefer to see
Patients were asked how easy was it to see their preferred doctor?  
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The survey recorded a slight fall in the past year in the number of patients who said it was easy or very easy to see their preferred doctor, 43% in 2012 compared with 44.2% in 2011

· There were many positive comments about individual GPs  

· Equally many said it mattered more that they saw a GP quickly and at a suitable time rather than who they saw 

The instability within in the practice commented on in 2011 was not highlighted as a problem in 2012.  Focus has now moved to the impact of part-time working by doctors.  More work is needed to encourage patients to build up relationships with more than 1 doctor to help promote continuity of care as the nature of the medical workforce now is that part-time working is likely to be more, rather than less, common.
2
ACCESS TO OTHER SERVICES AND WHETHER THIS IS SATISFACTORY

TELEPHONING THE PRACTICE

Patients were asked: in the past 6 months how easy has it been to get through on the telephone.  
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Of those who answered this question 47.2% rated their experience of getting through on the telephone as easy or very easy, a small increase of 2.5% on the previous year.   25% of those who made a written comment said that they had experienced an improvement in the last year.  However we do recognise that there remains work to be done both on the telephone system itself and in expanding the reception team at our busiest time.  The former can only be achieved with support from the local telephony team at the Primary Care Trust, or its successor.  The latter is already underway.

As in 2011 once the call has been answered there were many positive comments:

· Polite, professional and helpful staff
· Generally an excellent service from a very busy Practice

· All staff are friendly and helpful if there are any problems
What time are patients ringing the Practice for routine matters?
	
	2011
	2012

	8.00 - 10.00 am
	75.9%
	72.5%

	10.00 am – 12.00 noon
	32.4%
	29.4%

	12.00 noon – 2.00 pm
	11.9%
	13.2%

	2.00 – 4.00 pm
	12.5%
	11.8%

	4.00 – 6.00 pm
	3.7%
	3.5%


Slightly fewer than in 2011 ring before 10.00 am – even if the call is for a routine matter and could in fact be made at any time of the day, when the telephones are less busy and waiting times therefore shorter.
SMS messaging 
This service was introduced early in 2011 and remains popular in 2012.  72% of those who had experience of SMS messaging rated it as being very useful.  SMS messaging involves sending an automatic text message to patients with a mobile phone to remind them of an appointment.  These text messages are received the afternoon the day before the appointment.

REPEAT PRESCRIPTIONS

70.4% of those taking part in the survey have some medication(s) on repeat prescriptions

They get their repeat medication in the following ways:
	
	2011
	2012

	Via the post box in reception
	24.2%
	28.4%

	By mail
	1.1%
	0.5%

	Using the telephone helpline
	44.3%
	41.4%

	On-line
	35.6%
	33.7%

	Collected by a local pharmacy
	15.2%
	17.4%


The telephone helpline remains the most popular way of requesting repeat prescriptions.  Those that use this service were asked to score it on a scale of 1 to 5 (5 = excellent, 1 = poor)
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Apart from the time waiting for the initial telephone call to be answered, 67.9% of those who had used this service rated it as very good or excellent an increase of over 4% on the previous year.

TEST RESULTS
53.3% of survey respondents had used the helpline to obtain test results in the past 6 months

Those that used this service were asked to score it on a scale of 1 to 5 (5 = excellent, 1 = poor)
77.1% of service users described the service as excellent or very good compared with 61.4% in the 2011 survey.
[image: image6.emf]Using a scale of 1 – 5 (1 being poor and 5 being excellent) If 

you use the telephone helpline as a way of getting your test 

results how satisfactory is this service?

4.1%

6.2%

12.4%

27.6%

49.7%

0%

10%

20%

30%

40%

50%

60%

1 2 3 4 5


HELPLINE STAFF
Patients were asked to comment on how helpful staff had been when obtaining results or requesting repeat medication.  Those that use this service were asked to score it on a scale of 1 to 5 (5 = excellent, 1 = poor)
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This is another very positive result for the administration team who offer this service as 79.8% of patients rated 
them as very good or excellent.
What would make the helpline service more appealing to patients?

· Lines open longer
· Speed prescriptions can be ready for collection not just via the helpline but in all cases – go back to 24 hour turnaround

· Answer the phones more quickly

3.
ACCESSING SERVICES IN A DIFFERENT WAY

USING THE PRACTICE WEBSITE

Only 32.7% of those who completed the survey use the practice website.  Reasons given for not using the website were as follows:

· Do not have a computer

· Just forget it is there
· Prefer to use the telephone – ‘personal interaction is best’
Those that use the website use it for the following reasons:

	
	2011
	2012

	Keeping up to date with what is happening at the practice
	29.4%
	25%

	Booking appointments
	55.9%
	67.4%

	Requesting repeat prescriptions
	73.5%
	76.1%

	Finding out about services
	17.6%
	12%

	Finding out about staff members
	14%
	7.6%

	Checking up on vacancies
	2.2%
	4.3%

	To send non medical enquiries to the practice
	1.5%
	5.4%


We will use this information to inform decisions about future changes to the website planned for 2013.

4.
FINALLY …

OVERALL SATISFACTION WITH THE SERVICES OFFERED

Patients were asked to score it on a scale of 1 to 5 (5 = excellent, 1 = poor)
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The number of patients who rated the practice as excellent has risen from 35.3% in 2011 to 41.7% in 2012.  Although this increase is pleasing there is obviously further work to do.
Thank you to all those patients who felt able to make such positive comments in answer to this question.  We were very encouraged by some of the things you told us and aim to learn from the messages you gave about areas in need of improvement.
Your feedback will be shared with all staff, with patients via this document and with the local Primary Care Trust.  This survey also forms the basis of our action plan. 
5.
WHO TOOK PART IN THE SURVEY?
278 patients completed the survey. This is a statistically viable number to allow us to draw valid conclusions from what you told us.  

Gender

	
	2011
	2012

	Male
	37.7%
	37.6%

	Female
	61.2%
	61.3%

	Preferred not to say
	1.1%
	1.1%


Age range
	
	2011
	2012

	Under 18
	1.45%
	2.2%

	18 – 30
	17.9%
	17%

	531 – 45
	21.4%
	20.3%

	46 - 65
	42.2%
	44.6%

	Over 65
	16.2%
	14.9%

	Preferred not to say
	0.9%
	1.1%


Employment status

	
	2011
	2012

	Full-time work
	34.9%
	35.5%

	Part-time work
	20.9%
	16.5%

	Full-time education
	2%
	4.4%

	Unemployed
	5.4%
	6.6%

	Permanently sick or disabled
	5.1%
	8.4%

	Full retired
	22.3%
	16.8%

	Looking after home/children
	7.7%
	7%

	Acting as a carer
	0.9%
	2.9%

	Doing something else
	0.9%
	1.8%
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